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										       ANNEX A to
										       ND/03_03
       Dated 04 Sep 17                                                                                     
BASELINE KEY PERFORMANCE INDICATORS (KPIs)

1. General.   Project JASON’s objective is to provide the ND with an academic facility for the next 25 years. This facility will be a fully-serviced facility with a “Total FM” service provided. A set of baseline KPIs have been derived to establish the required service level. This baseline KPI set may be amended using the provisions of Condition 2 (Amendments to Contract).   

2.	The Contractor shall operate a Helpdesk facility available 24 hours per day 365 days per year that will receive and respond to requests for assistance and reports of faults and/or service failures from the Authority’s personnel. [Draft Note to be developed during dialogue] Indicative helpdesk incident classifications are attached at Appendix 1 to this Annex A  

3.	KPIs will be monitored using the Contractor's self-monitoring reporting system which shall be subject to audit by the Authority on request.   

4.	Summary Requirement; Facilities, FM and Accommodation.  Project JASON will meet the requirements of the Nuclear Department (ND) through the provision of the following:
 
a. An academic facility; the physical environment in which Training and Education (T&E) will be delivered as defined in KUR 1A of the Statement of Requirements (SOR). 

b. The provision of FM services including Laboratory Technician & Administrative Support as defined in KUR 1B of the SOR

c. The provision of Transitional Support, as defined in KUR 2 and Annex G of the SOR.

d. The provision of accommodation for 24 RN officers as defined in KUR 3 of the SOR, in the event that this is required.

e. The compliance with Security requirements as defined in KUR 4 and Annex B of the SOR. 

5.	The KPIs detailed at (6) to (8) are baseline KPIs to establish the requirements of Project JASON and the Nuclear Department for the lifecycle of Project JASON. These KPIs comprise the baseline service standard for the purpose of Condition 43 Key Performance Indicators and Performance Management. DRAFT NOTE: the KPI measurement mechanism will be refined during the Dialogue process  

6.	The application of any Service Credit arising from the failure of the Contractor to achieve the KPI standards set out at this Annex A will be without prejudice to any other remedy that the Authority may exercise under the terms of the Contract.     

7.	Academic Facility; Security, Fire and Safety.  Due to the importance of the service requirements measured at KPI 1, 2(a), 2(b), 2(c), 2(d), and 3 (a) and (b) failure to achieve 100% compliance in respect any of these KPIs will result in the payment of a Service Credit for the month in which the failure occurs (reference Condition 54 Performance Management Standards and Service Credits). The same monthly deduction will then be applied for each month that the failure continues. 

[bookmark: _GoBack]8.	Failure to meet any of KPIs 1, 2(a), 2(b), 2(c), 2(d), and 3 (a) and (b) will attract a Service Credit of 2.5% of the total hard and soft FM charges payable by the Authority in the month in which the failure occurs (Contract Schedule 1 Item 1 (a) and 1(b)). The application of Service Credits shall be cumulative such that if two KPIs are failed the Service Credit will equate to 5% of the total hard and soft FM charges payable by the Authority in the month in which the failure occurs. If three KPIs are failed the Service Credit will equate to 7.5% and so on subject to the cap described at Condition 54.       

KPI 1 - Health and Safety certificates to be available on request.  100% Compliance

KPI 2 (a) - Compliance with mandatory fire and gas regulations; certificates to be available on request.  100% Compliance                                                                                 
                                                                                                            
KPI 2 (b) - Access to MOD fire officer granted with reasonable notice.  100% Compliance                                                                                                           

KPI 2 (c) - At least once every 6 months to conduct and report on a complete fire drill i.e. alarm activation, evacuation, muster.  To make reports from such drills available to the authority on request.  100% Compliance
                                                                                                            
KPI 2 (d) - Dosimetry records kept in accordance with JSP 392.  100% Compliance                                                                                                            
                                                                             
KPI 3 (a) - Security systems including CCTV are operational 24 hrs per day 365 days per year subject only to maintenance downtime agreed in advance by the Authority's Representative. NB. The security requirement is defined in MoD Joint Services Publication 440, The Manual of Defence Security, ver 5.0 and the provisions of the 1958 US-UK Mutual Defence Agreement as defined in the ATOMIC Control Organisation (ACO) publications 117 & 130.  100% Compliance	
                                                                                                             
KPI 3 (c) - Any security breach that arises to be reported to the ND Duty Officer within 12 hours.  100% Compliance
9.	Laboratory Technician Services.  Failure to meet KPI 4 (a) or 4 (b) will attract a Service Credit of 5% of the total charges payable by the Authority in respect of Lab Technician Services (Contract Schedule 1 Item 4)  in the month in which the failure occurs (reference Condition 54 Performance Management Standards and Service Credits). The same monthly deduction will then be applied for each month that the failure continues. If both KPIs 4(a) and 4 (b) are not met the Service Credit will be 10% of the Lab Technician Services charge for the month in which the failure occurs. 
 	
	KPI 4 (a) - Faulty laboratory equipment assessed within one day of fault being identified and recommended course of action made to relevant Laboratory Manager.                                                                                                               95% Compliance 

KPI 4 (b) - Relevant course manager informed within 24 hours of the unavailability of any equipment required to undertake their course.  95% Compliance                                                                                                              
                                                                                                                          
10.	Administrative Support.  Failure to meet any of KPI 5 (a), (b), (c), (d), (e), or (f)  will attract a Service Credit of 2.5% of the total Administration Service charges payable by the Authority (Contract Schedule 1 Item 5) in the month in which the failure occurs (reference Condition 54 Performance Management Standards and Service Credits). The same monthly deduction will then be applied for each month that the failure continues. If more than one of KPIs 5(a), (b), (c), (d), (e), or (f) are not met the Service Credit will be cumulative for the month in which the failure occurs. For example if KPI 5 (a), KPI 5 (c) and KPI 5 (e) were not met the Service Credit would be equal to 7.5% of the total Administration service charge.

KPI 5 (a) - Line Manager/employer of students informed of non-attendance by midday on first day of course.   90% Compliance                                                                                                           


KPI 5 (b) - Course completion certificates dispatched within 2 weeks of course end date. 90% Compliance
                                                                                                             	                   
KPI 5 (c) - No lectures cancelled as a result of “double booking” of lecturers, classrooms or laboratories.  98% Compliance                                                                                                               

KPI 5 (d) - Notification of postponement or cancellation of courses to be promulgated within 2 working days of ND Management cancellation/postponement decision.  
90% Compliance 

KPI 5 (e) - Joining routines sent out a minimum of 2 weeks prior to course starting or as agreed with the ND course manager. 90% Compliance

KPI 5 (f) - Military online training records updated within 2 weeks of course completion. 90% Compliance
  
11.	Transitional Support. Failure to meet KPI 6 (a), (b), (c) or (d) will attract a Service Credit of 5% of the total Transitional Support charges payable by the Authority (Contract Schedule 1 Item 2)  in the month in which the failure occurs (reference Condition 54 Performance Management Standards and Service Credits). The same monthly deduction will then be applied for each month that the failure continues. If more than one of KPIs 6(a), (b), (c) or (d) are not met the Service Credit will be cumulative for the month in which the failure occurs. For example, if KPI 6 (a) and KPI 6 (b) are not met the Service Credit payable will equate to 10% of the Transitional Support charges.  
		
KPI 6 (a) - Availability of suitable staff to deliver contracted transitional support more than 95% of scheduled academic term time which shall be notified to the Contractor one month prior to the commencement of the academic year (the academic year totals 45 weeks with 3 weeks in the summer, 2 weeks at Christmas and 2 weeks at Easter when no teaching is carried out). 100% Compliance

KPI 6 (b) - Within 3 months of commencing duties transitional staff student evaluation scores to exceed 3.5 on a 5 point scale.  95% Compliance (measured by monitoring instances of non-achievement as a proportion of all student evaluation scores submitted).  

KPI 6 (c) - Examinations/assessments prepared deemed to be of an acceptable standard by the external examiners. 100% Compliance  

KPI 6 (d) - Transitional staffs propose one student project for each post graduate course run. (teaching ability/ technical ability).  100% Compliance

12.	Security and Reception Services.  Failure to meet KPI 7 (a) or (b) will attract a Service Credit of 2.5% of the total Administration Service charges payable by the Authority (Contract Schedule 1 Item 5) in the month in which the failure occurs (reference Condition 54 Performance Management Standards and Service Credits). The same monthly deduction will then be applied for each month that the failure continues. If both of KPIs 7 (a) and (b) are not met the Service Credit will be cumulative for the month in which the failure occurs (5% of Administration Services charges). 

KPI 7 (a) - All requests for security passes by appropriately accredited visitors presenting at reception to be issued within 5 minutes.  90% Compliance

KPI 7 (b) - ND sponsor of visitors (including students) attending the ND facility to be notified within 5 minutes of visitor presenting at reception.  90% Compliance
 

13.	 Cleaning Services.  Failure to meet KPI 8 will attract a Service Credit of 5% of the total hard and soft FM charges payable by the Authority in the month in which the failure occurs (Contract Schedule 1 Item 1 (a) and 1(b)). The same monthly deduction will then be applied for each month that the failure continues.

KPI 8 Cleaning as detailed is to be carried out in accordance with BICS standard as detailed in Contract Schedule 6 Annex E. To be measured by the Contractor’s quality management procedures and periodic inspection by the Authority which shall take place monthly or more frequently (at the Authority’s discretion) if non-compliance arises.   
90% Compliance   


Appendix:

1.	Project JASON Helpdesk Incident Classifications.
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